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The totality of features and characteristics of a product 
or service that bear on its ability to satisfy stated or 
implied needs (ISO 8402)
Quality is meaningful only in relation to the purpose and 
end use of the product.
Meeting or exceeding  customer expectations at a cost 
that represents value to them.





Quality is not absolute, but depends on the 

































Sustainability of the 
service over a period of 
time
Durability
Dublin CoreThe service meets the 
agreed standard
Conformance






add to the service but 
are beyond the 
essential core
Features
Making key information 
resources available on 
demand
A library service meets 





adapted from Brophy 2004
Quality Criteria
or Attributes





Clear explanation of 
services and options in  
language free of jargon
Communication
Reference serviceAccessibility, flexibility 




Correct  reference 
answers























Reference service in 
walk-in, mail and chat 
form
May clash with quality, 
if resources are not 
sufficient for 
maintaining quality in 
all services offered






Clear planning, straight processes
High reputation of the library
Systematic staff developmentStaff
Cost-effectiveness
Clear planning, effective organization
Positive outcome on users
Effective cooperation with other institutions
High reputation of the library
Financing
authorities
Access to information worldwide
Delivery of information to the desktop
Speed of delivery





























The library orients its range of services 
consequently according to ...
the needs of its clientele and
the strategic goals of the institution and











Support for teaching and learning
workplaces

























of offering library services
and
Efficiency













Library visits per capita
(of the primary user group)
• Required titles availability
• Document use rate
Loans per capita
Shelving accuracy









Number of content units downloaded per 
capita
Percentage of information requests 
submitted electronically
Workstation use rate
Percentage of expenditures on 
information provision spent on the 
electronic collection
costs
Costs - per database session
- per document downloaded
EAHIL
2005






Number of user places
Number of students
Number of academic staff














Technical Information and 
committee 46: documentation
Subcommittee 8: Quality, statistics and 
performance evaluation
WG 2: International library statistics
ISO 2789 (2003) International library statistics
3rd revision ongoing
WG 4: Performance indicators for libraries
ISO 11620 (1998) Library performance indicators
Amendment 1 (2003)
ISO TR 20983 (2003) Performance indicators for electronic library 
services
Revision / integration ongoing 










Bias on users who 
frequently use E-
services
No distribution neededOnline survey (e.g. in 
connection with OPAC 
use)
Time-consuming; may
be influenced by the 
interviewer
High recall by direct 
contact
Telephone survey
Less recallNon-users are includedQuestionnaire by mail 
to a sample of potential 
users







Adapted to libraries 
















The internal customerAssessing user needs: Internal customer
each 
depends on 





Every library department is the customer
































Importance of the local library for research
Estimation of the importance
Manual counts / surveyPercentage of citations in publications in the 
local library collection
Survey
Financial value of library services
Estimation of time saved
SurveyWillingness-to-pay
Use counts / Success
data
Academic success
Correlation of library services use to success
Use counts / Citation
index










Quality assessment system, comprises all 
procedures relevant for the product 
quality. Criticized for its industrial and 
technical bias and it product-orientation
Issues:
Quality manual and procedure manual
with documented procedures and goals
In the beginning of the 90ies, application in libraries
Special libraries implemented ISO 9000, if their 
institutions used it







TQM = Total 
quality 
management
Quality system trying to change the whole 
organizational culture
Many issues similar to ISO 9000, again the 




Continuous quality improvement (CQI)
Total commitment of management and staff
Implementation in libraries in the beginning of the 
90ies









EFQM was founded in 1998 by 14 
European institutions
Partnership with national organizations
Goal: Sustainable excellence
European Quality Award (EQA)
Self-assessment (90 questions)
Implemented:
Public libraries in the Netherlands
Academic libraries in Andalusia
























Benchmarking of university libraries
about 36 indicators
Sweden
Quality Evaluation Handbook for university libraries
12 indicators
Norway Set of indicators for all types of of libraries





























Resources / InfrastructureBIX-WB4 perspectives
Square metres of user area
Library employees





Percentage of that expenditure spent on the electronic 
collection




Library visits per capita
(physical + virtual visits counted separately)
Market penetration
(Percentage of active borrowers in the population)
User training attendances per 1000 members of the 
population
Immediate availability
(Immediate loans as a percentage of total loans including 
reservations and ILL)
User satisfaction rate
(Identical online survey in all libraries) EAHIL
2005
EfficiencyBIX-WB4 perspectives
Library expenditure per capita
(acquisitions, material costs, staff)
Ratio of acquisitions expenditure to staff costs
Employee productivity




Hours of training per staff member
Percentage of university budget allocated to the library
Percentage of library means received through third-party 
funds, special funds and income generation









Mission and goals must be defined before
How to start:
A practical way
assess user needs (survey)
use EFQM or SWOT analysis for self-assessment
use adequate performance indicators
compare with other libraries (benchmarking)
define problems, failures, possible improvements
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